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loliday Message
Sellers

tr at this time, we were positioning HEALTH OPTIONS of Jacksonville to sustain profitability, for the first time,
39. Not only did we achieve this critical goal, but we challenged ourselves to accept new responsibilities and
>ur regional scope, products and servicing capabilities. I cannot begin to express my gratitude to our Manage
ncil and each of you for the hard work and persistency that has been exhibited in each department to adapt
ny changes in our organization in recent months.
gionalization, we have been challenged to unify HMO operations between Jacksonville and Gainesville as
private business, local group marketing/sales, field operations, case management and customer service.
s must continue in 1990 to improve our consistency of performance. We must respond to our customers in
expect our products to perform.
st identify the attributes of our products which are most valued by our customers and we must ensure that the
1ality of performance is achieved. Are we offering participating providers who are attentive to the details of
lical treatment? Are our providers cooperative with our health care management approaches and do they
convey a positive image of our company? Are we responding promptly and com
pletely to customer inquiries? Have we made our products "hassle-free"? Is our
administrative processing invisible to our members and our group purchasers? Are
our products affordable and cost effective? If we cannot say "yes" 100% of the time
to each of the above questions then we have opportunities for improvement!
Indeed, we have many opportunities before us in 1990. We have several groups
evaluating the tools which will be necessary for you to use in meeting our 1990
challenges - from the Quality Work Group, to Model Office, to departmental
groups and to Management Council. Adequate training on operating procedures,
appropriate equipment, enhanced leadership skills, and increased use of analytical
tools are just some of our identified needs. Together with your manager you will
have the opportunity to enhance your knowledge about our products, your skills
and your work environment to achieve your best performance. It is my firm belief
that each of us has the capability to contribute to our top performance in 1990.
For my New Year's resolution, I pledge my direct support to help overcome
barriers and to ensure progress towards meeting our 1990 Operating Plan. In the
spirit of kinship with our Region, I thank you for our successes in 1989 and wish
s
your families and you a joyous holiday season!

December 1989

We Have a Winner!
The Northeast Region employee newsletter has a name... "Tbe Northeaster"!
Lynette Stephens from the Coordination of Benefits Department submitted the
winning name. Lynette won a gift certificate, dinner for two at the Point of View
restaurant in Jacksonville Beach. She shares her night in the following article:
"My Delightful Evening at the Point of View"
On Sunday, November 5, 1989, I was able to "cash-in" on my prize (and I
must state, surprise) gift certificate to the Point of View Restaurant located on the
intracoastal waterway in Jacksonville Beach. My "date" for the evening was my
husband, Leon.
The food, the service and the atmosphere were all top-notch and this particu
lar night I felt that I was dining at a five-star restaurant.
Our waitress, Carolyn, was a real "trip". She had a great sense of humor which she shared with us throughout the
night. She was "johnny-on-the-spot" (that's an old Southern term for quick, prompt and attentive!).
All-in-all, we had a pleasant time. As the evening came to a close, one question came to mind: what do I need to do
to win another visit to the Point of View? (Are you taking note, Ken?)

Employee of the Year
Janet Pringle

1st Runner-up
Brenda Collins

Back Row (from left): Donna Orvin, Melanlie Williams, Stephanie
Ravn, Patty Enderle, Joanne Dorough, Janet Pringle, Jane
Plourde, Bill Carstarphen, Maria E. Sims. Front: Angela James,
Brenda Collins, Sue Guenther.

Employees of the Year

2nd Runner-up
Maria E. Sims

The Employee of the Year banquet was held November 29, 1989 at the Omni Hotel. Ken
Sellers and Management Council were there to celebrate with all the nominees.
The nominees enjoyed a night that consisted of dinner and awards. $250 was awarded to
2nd Runner-up; $500 to 1st Runner-up; and $1000 to Employee of the Year.
The winners were as follows: 2nd Runner-up prize went to Maria E. Sims in Member
Services, 1st Runner-up to Brenda Collins in the Claims Department; and the Employee of the
Year winner was Janet Pringle, in the Utilization Review Department. Each of the winners
received a bouquet of red roses and a plaque with her name on it, presented by Ken Sellers.

Employees of the Month

Weddings

Patty Enderle - October.
Donna Chilson - November.
Pam Sater - CSR Gainesville, December.
Rosann Small - January.

Ellen Custer of the Claims Depart
ment and Randy Ragan will be married
on April 7, 1990.
Jackie Johnson of Medical Services
and Matthew Tinney, Jr. were married
November 18, 1989.
Tracey Johnson of the Finance
Department was married to Randy
Johnson on September 30, 1989.

Gainesville
Office

Happy Birthday to:

The Gainesville market office joined the
Northeast Region this past year. We are very
proud to have them as part of the Northeast
...
Regional team. In this newsletter we have
decided (in an effort to best familiarize every Customer Service Front row: Dawn Fox, Sheila Creigh, Suzanne
one with each department) to introduce each Swan. Back row: Leslie Florence, Ruth McConnell, Linda Alvarez, Pam
Sater, Linda Maddox. Missing: Lynda Bemis.
department by the people within it.

Joseph F. Wellman, Customer Services, October 25.
Arlene Herring, FSR, November 5.
Terry Wooding, RN, November 6.
Patty Enderle, Customer Services,
December 18.
Maria E. Sims, Member Education,
December 24.
Chris Myers, FGS, December 25.
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Vacations
Barbara Bodine of Marketing took a cruise to the Baha
mas for Thanksgiving.
Pat Miller of Field Operations is going to Chicago for
Christmas.
Patty Enderle is going home to long Island, N.Y., for
Christmas.
Field Operations
Val White and Don Walsh.

Marketing Support Staff
Jan Goodwin, Chris Myers, Cindy Joplin.
Missing: Marketing Representatives.

Medical Department
Terry Wooding, Linda Wynn.
Missing: Charla Criswell.

Sharing and Caring Continues
The Sharing and Caring slogan
adopted by Blue Cross Blue Shield
employees is alive and well in the
Gainesville office!
Traditionally, the month of No
vember sees community action
agencies, private businesses and
the Boy Scouts of America helping
the needy within the community.
This year the Gainesville staff
was made aware of the Boy
Scouts of America Troop #124 in
Archer. The troop is in its first
year and extremely interested in
community service.
Collaboration between the troop
and members of the staff gener
ated a plan to provide a happy
Thanksgiving meal to six families
within the Archer
community.
Archer BSA Troop 124
However, through the generosity of the employees and the efforts of the troop members, these families had not only a bountiful holiday but
received enough non-perishable food items for an additional one to two weeks!
It is extremely heartwarming to see the willingness to support the needy by this group of caring people.

New Employees
The Marketing Department welcomed four new em
ployees: Nancy Simpson, Deb Rosendale, Ron Ureel and
Mary Matheson to their team. These individuals relocated
from the home office where they worked in the Key
Account unit.
Sandi Wilson joined Field Operations in November as
the new secretary.
Gloria Pepe joined Member Services in October as the
new Secretary.

New Arrivals
Bill Carstarphen of the Marketing
Department has a new son, Andrew
Myrick Carstarphen, born November
2, 1989 at St. Vincent's and weighing
in at 8 lbs. 13 oz. and 21 inches. And
surprise, you guessed it, he's red headed!
Our first baby! A boy to Barbara and Dan Galligan.
Conor Franklin Galligan was born September 22, 1989 at
Alachua General Hospital in Gainesville. The proud
papa, Dan Galligan, is a Marketing Representative in the
Gainesville District Office.

Team Work
During a recent marketing department territory
blitz" contest, the Sales Representatives and Field
Specialists were divided into teams of three and �
entire day of October 16th telephoning, knockinf
doors and meeting face to face with group decisi
makers. The contestants were awarded points be:
number of calls, information gathered and censm
collected. The contest winners were the team of
Carstarphen, Tom Goodman and Carol Digesare.
winners were awarded dinners at Alhambra Dinn
Theatre.
Customer Service Representatives and others h,
educate new Duval County School Board membe
November 1, through November 7, 1989.

Service
AnniversariE
Carolyn Wright Customer Services, 15 yea1
Valeria White Physicians Audit, 5 years.

Miscellaneous
The Customer Service Department welcomes Tl
Monaco and Tommie Bayard as new Customer Se
Representatives in the unit. Congratulations!

• • • •

The Pinheads bid farewell to Tara Jones from tl
keting Department. "Tara, we'll miss you. Love, T
heads."

• • • •

Expecting

Congratulations to Shelly Stephens, 16 year-old
ter of HOJ/GHO claims COB analyst, Lynette Step
Shelley has just been selected as an Oustanding H
School Student of America; and also just received
that she is a state finalist for Miss American Coed.
Shelley is an 11th grader at Allen D. Nease High S
in St. Johns County.

Patty Enderle, Customer Services, and her husband Rob
are expecting a baby on April 17th.
Robert King, of Field Operations, and his wife Julia are
expecting a baby April 21st.
Sue Kelman of the Marketing Department in
Gainesville is expecting in July.

Congratulations and good luck to Ron Ureel of
marketing department, who is relocating to the C2
Blue Cross Blue Shield office, and to Wendy Prae1
the Gainesville marketing office, who is relocating
Tampa.

• • • •
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Patty Enderle - October.
Donna Chilson - November.
Pam Sater - CSR Gainesville, December.
Rosann Small - January.

Ellen Custer of the Claims Depart
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Joseph F. Wellman, Customer Services, October 25.
Arlene Herring, FSR, November 5.
Terry Wooding, RN, November 6.
Patty Enderle, Customer Services,
December 18.
Maria E. Sims, Member Education,
December 24.
Chris Myers, FGS, December 25.

Vacations
Barbara Bodine of Marketing took a cruise to the Baha
mas for Thanksgiving.
Pat Miller of Field Operations is going to Chicago for
Christmas.
Patty Enderle is going home to long Island, N.Y., for
Christmas.
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New Employees
The Marketing Department welcomed four new em
ployees: Nancy Simpson, Deb Rosendale, Ron Ureel and
Mary Matheson to their team. These individuals relocated
from the home office where they worked in the Key
Account unit.
Sandi Wilson joined Field Operations in November as
the new secretary.
Gloria Pepe joined Member Services in October as the
new Secretary.

New Arrivals
Bill Carstarphen of the Marketing
Department has a new son, Andrew
Myrick Carstarphen, born November
2, 1989 at St. Vincent's and weighing
in at 8 lbs. 13 oz. and 21 inches. And
surprise, you guessed it, he's red headed!
Our first baby! A boy to Barbara and Dan Galligan.
Conor Franklin Galligan was born September 22, 1989 at
Alachua General Hospital in Gainesville. The proud
papa, Dan Galligan, is a Marketing Representative in the
Gainesville District Office.

Archer BSA Troop 124
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nely heartwarming to see the willingness to support the needy by this group of caring people.

Team Work
During a recent marketing department territory "sales
blitz" contest, the Sales Representatives and Field Group
Specialists were divided into teams of three and spent the
entire day of October 16th telephoning, knocking on
doors and meeting face to face with group decision
makers. The contestants were awarded points based on
number of calls, information gathered and census data
collected. The contest winners were the team of Bill
Carstarphen, Tom Goodman and Carol Digesare. The
winners were awarded dinners at Alhambra Dinner
Theatre.
Customer Service Representatives and others helped
educate new Duval County School Board members from
November 1, through November 7, 1989.

Service
Anniversaries
Carolyn Wright Customer Services, 15 years.
Valeria White Physicians Audit, 5 years.

Miscellaneous
The Customer Service Department welcomes Theresa
Monaco and Tommie Bayard as new Customer Service
Representatives in the unit. Congratulations!

• • • •

The Pinheads bid farewell to Tara Jones from the Mar
keting Department. "Tara, we'll miss you. Love, The Pin
heads."

• • • •

Expecting

Congratulations to Shelly Stephens, 16 year-old daugh
ter of HOJ/GHO claims COB analyst, Lynette Stephens.
Shelley has just been selected as an Oustanding High
School Student of America; and also just received notice
that she is a state finalist for Miss American Coed.
Shelley is an 11th grader at Allen D. Nease High School
in St. Johns County.

Patty Enderle, Customer Services, and her husband Rob
are expecting a baby on April 17th.
Robert King, of Field Operations, and his wife Julia are
expecting a baby April 21st.
Sue Kelman of the Marketing Department in
Gainesville is expecting in July.

Congratulations and good luck to Ron Ureel of the
marketing department, who is relocating to the California
Blue Cross Blue Shield office, and to Wendy Praeuner of
the Gainesville marketing office, who is relocating to
Tampa.

• • • •

+.(I
U
�

HEALTII OPTIONS@

Christmas
Party

from Ken Sellers

Last year at this time, we were positioning HEALTH OPTIONS of Jacksonville to sustain profitability, for the first time,
during 1989. Not only did we achieve this critical goal, but we challenged ourselves to accept new responsibilities and
broaden our regional scope, products and servicing capabilities. I cannot begin to express my gratitude to our Manage
ment Council and each of you for the hard work and persistency that has been exhibited in each department to adapt
to the many changes in our organization in recent months.
With regionalization, we have been challenged to unify HMO operations between Jacksonville and Gainesville as
well as all private business, local group marketing/sales, field operations, case management and customer service.
Our efforts must continue in 1990 to improve our consistency of performance. We must respond to our customers in
ways they expect our products to perform.
We must identify the attributes of our products which are most valued by our customers and we must ensure that the
highest quality of performance is achieved. Are we offering participating providers who are attentive to the details of
good medical treatment? Are our providers cooperative with our health care management approaches and do they
convey a positive image of our company? Are we responding promptly and com
pletely to customer inquiries? Have we made our products "hassle-free"? Is our
administrative processing invisible to our members and our group purchasers? Are
our products affordable and cost effective? If we cannot say "yes" 100% of the time
to each of the above questions then we have opportunities for improvement!
Indeed, we have many opportunities before us in 1990. We have several groups
evaluating the tools which will be necessary for you to use in meeting our 1990
challenges - from the Quality Work Group, to Model Office, to departmental
groups and to Management Council. Adequate training on operating procedures,
appropriate equipment, enhanced leadership skills, and increased use of analytical
tools are just some of our identified needs. Together with your manager you will
have the opportunity to enhance your knowledge about our products, your skills
and your work environment to achieve your best performance. It is my firm belief
that each of us has the capability to contribute to our top performance in 1990.
For my New Year's resolution, I pledge my direct support to help overcome
barriers and to ensure progress towards meeting our 1990 Operating Plan. In the
spirit of kinship with our Region, I thank you for our successes in 1989 and wish
your families and you a joyous holiday season!
Ken Sellers

olRonda
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We Have a Winner!

The Northeast Regional Christmas Party
was held at The Ravines in Middleburg. A
mixture of good food and music made for a
wonderful evening shared by everyone, both
in the Jacksonville and Gainesville market
offices. Everyone had a delightful time.

A Holiday Message
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The Northeast Region employee newsletter has a name. . . "The Northec
Lynette Stephens from the Coordination of Benefits Department submitt
winning name. Lynette won a gift certificate, dinner for two at the Pain
restaurant in Jacksonville Beach. She shares her night in the following ;

"My Delightful Evening at the Point of View"

On Sunday, November 5, 1989, I was able to "cash-in" on my prize(::
must state, surprise) gift certificate to the Point of View Restaurant locat,
intracoastal waterway in Jacksonville Beach. My "date" for the evening
husband, Leon.
The food, the service and the atmosphere were all top-notch and this
lar night I felt that I was dining at a five-star restaurant.
Our waitress, Carolyn, was a real "trip". She had a great sense of humor which she shared with us throughc
night. She was "johnny-on-the-spot"(that's an old Southern term for quick, prompt and attentive!).
All-in-all, we had a pleasant time. As the evening came to a close, one question came to mind: what do I n,
to win another visit to the Point of View?(Are you taking note, Ken?)
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Back Row (from left): Donna Orvin, Melanlie Williams,
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Brenda Collins, Sue Guenther.
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The Employee of the Year banquet was held November 29, 1989 at the Omni Hore:
Sellers and Management Council were there to celebrate with all the nominees.
The nominees enjoyed a night that consisted of dinner and awards. $250 was awa1
2nd Runner-up; $500 to 1st Runner-up; and $1000 to Employee of the Year.
The winners were as follows: 2nd Runner-up prize went to Maria E. Sims in Membt
Services, 1st Runner-up to Brenda Collins in the Claims Department; and the Employe
Year winner was Janet Pringle, in the Utilization Review Department. Each of the wir
received a bouquet of red roses and a plaque with her name on it, presented by Ken

